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Support Level Agreement (SLA)

How valuable is your database to the smooth running of your day-to-day business? A support contract
guarantees that we will make time available for you and prioritise your work over other work. We always
schedule some time each week for support and emergency work.

Something as simple as a power cut will crash your PC’s and could result in damaged files that may need
recovering, or worse. Things don't always go to plan; problems occur with databases; changes are
sometimes needed urgently; in-house developers go on holiday or don’t have the advanced skills to
implement the new feature required. The list goes on...

How Relevant is this Document?

The relevance of this document will depend upon the service or product for which support is being sought as
shown in the following table:

Service or Product Document Relevance

Entire document is relevant. Only Level 4 is
appropriate if on site support is required.
Custom solution consultancy and development Entire document is relevant

This document may be relevant subject to
the level of customisation (please call)
Purchase of one of our products without any customisation | This document is not relevant

Non database support

Purchase of one of our products with customisation

Support Options

Productive IT offers four levels of support contract to provide peace of mind (descriptions of the column
headings are provided on the following page).
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Telephone Support:........cccevvveenne Support by telephone during normal hours.
Email Support: ............. Support by email during normal hours.

Max per Unit: ....vvvviiinneenniniinnnn All support instances are fully logged (in the case of email support, this includes the time it takes to
write a reply).

Weekdays / Weekends: ................ Weekdays are normal working weekdays, excluding national holidays.
Weekends are normal weekends, excluding national holidays.

Assist staff / Users: ......ccccevveeninne Provide basic support to all staff that use the systems.

Assists In-House Tech Staff: ......... As above with more advanced support to in house IT support staff (not developers).

Review DB / Interactive Support: .. As above with additional support to developers. Allow you to send us database (or other) files to
review and assist your technical staff & developers to achieve their own goals.

Remote / On-site Support: ............ As above with additional assistance by remote access (subject to you having appropriate software
installed). Occasional support on-site by one of our support team.
Occasional Emergency Work: ........ Occasional urgent / last minute development / installation or support where quick changes are

required to meet a deadline. For databases, this may include a small amount of what would
otherwise be considered as ‘new’ work.

Standard Hours of Operation

Support is usually available during the following hours:

Monday to Friday 09:30 to 18:00

Weekends 09:30 to 18:00 for level 4
The support telephone number is: +44 (0)845 128 4020
If the office is unattended, try the mobile: +44 (0)7956 655 150
The email address is: info@productiveit.co.uk

Although we will always attempt to be available during these hours, we cannot absolutely guarantee
availability of support.

Additional Hours of Operation

24 x 5 support is available as an option for an additional charge. Please ask for details.
24 x 7 x 365 support is available as an option for an additional charge. Please ask for details.

Additional Terms for Support Level Agreements

In addition to the Productive IT standard Terms & Conditions, the following terms also apply to Support
Level Agreements.

All quoted prices exclude expenses and VAT.
Support contracts are for a specified number of units per month.

e Unused units are not rolled over into the next month and cannot be used for other Productive IT
services unless by prior agreement in writing.

e All assistance is logged and all calls and support are timed and tracked. There is a slight delay at the
beginning of each call while we check your support contract and log the start of the call. The call is
completed after we have written all notes and / or replied by email if appropriate.

e If the amount of support used exceeds the contracted amount, each additional hour or part thereof
will be billed at our standard hourly rate, currently £95.00.

Support contracts are annual and are billed every six months in advance.
Payment is due prior to the date the billed portion of the contract is to commence.

e Support will not be provided if your payment is delayed but will be resumed upon full payment of all
outstanding amounts. The length of the support agreement will not be extended by the period for
which payment was delayed.

e Delayed payment may result in the temporary withdrawal of all support.

General

e These terms and prices are subject to change without notice. E&OE.
e This contract shall in all respects be governed by and construed in accordance with English Law and
the parties hereto submit to jurisdiction of the English Courts.
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Support Level Agreement (SLA)

ORDER

Please provide us with an SLA contract as follows:

Name:

Company:

Solution Name:

Date current support contract expires (if appropriate, call us if unsure):
Date new support contract to commence:

Support Level Required

Please enter the quantity of units per level per month to ensure your peace of mind (you can combine
different levels if required):

Cost per Unit  Unit Qty Units per Month Total
Level 1 £195 Max 5 calls or 2 hours
Level 2 £ 395 Max 8 hours
Level 3 £ 595 Max 8 hours
Level 4 £ 795 Max 10 hours
Sub total:
VAT @ 17.5%:
Total:

SLA support contracts are annual and are billed every six months in advance. Please return this form with full
payment for the first six months.

Payment by (tick as appropriate):

O Cheque O Credit Card
Card Type: (circle as appropriate): Visa / Visa Delta / MasterCard / Switch / Solo
Card number:

Start date:

Expiry date:

Name on card:

Switch Issue number (Switch cards only):
Card registered address:

Today's date:

Authorised Name:

Authorised Signature:
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